Introduction
Extensive research in Education sector has been carried out studying the factors which can affect the satisfaction of students. Good quality of education provides better learning opportunities. The levels of satisfaction or dissatisfaction strongly affect the student's success or failure of learning. Nowadays, researcher in higher learning institutions focused on identifying and satisfying the needs and expectations of their students. Such factors include student performance, faculty performance, classroom environment, learning facilities and institution reputation [2] . Education is a very important activity to develop the potential of Human Resources (HR) [1] . Educational activities in higher learning institution, in principle related to the two parties there are lecturers and students. The linkage of both parties will be harmonious if the clear position of each party in a professional manner, ie as a subject with rights and obligations [4] . Kotler and Clarke (1987) define satisfaction as a state felt by a person who has experience performance or an outcome that fulfill his or her expectation. Satisfaction is a function of relative level of expectations and perceives performance. The expectation may go as far as before the students even enter the higher education, suggesting that it is important to the researchers to determine first what the students expect before entering the university [12] . In the process of learning and teaching, the lecturer has a major role in determining the quality of teaching is implemented, is to give knowledge (cognitive), attitudes and values (affective) and skills (psychomotor) to students [12] , [10] . In other words, the tasks and roles of the main lecturer is teaching field. Teaching is a tool to achieve educational goals. Therefore, a teacher must be able to manage the classroom, using teaching methods and attitudes and characteristics of the faculty in managing the process of effective teaching and learning, developing the lecture materials, and improve the ability of students to follow the course and master the educational goals they need to accomplish [3] , [11] . Higher Learning Institutions in Indonesia including University of Sumatera Utara has been undergoing profound transformation during last decade. There are many higher education institutions have been established are trying to improve the quality of teaching and learning processes through improved various aspects. For instance facility of teaching and learning, a qualified lecturer, and a selection of new student enrollment to a higher standard is also on the higher side. Ministry of Research Technology and Higher Education Republic of Indonesia, has provided various incentives for universities to be able to improve its quality. Such as by providing various financing schemes associated with research and community service, the provision of infrastructure facilities to support the educational process and so forth. So expect students who are taking their studies can also feel comfortable and satisfied with the services and facilities provided. The paper is organized as follows. In Part II, we discuss research related to this study. While based on the evaluation of this system, we propose an evaluation method using SERQUAL in Part III. Section IV, describes the application of our method to empirical studies and discuss the value of this method. Finally, we provide some discussions and present our conclusions.
Literature Review

Student Satisfaction
There are some studies have been conducted to measure the level of student satisfaction at university. The concern for improving the University's understanding of the level of student satisfaction within the University System evolved from previous accountability survey results suggesting that graduating seniors and undergraduate alumni were less than satisfied with the quality of undergraduate instruction and non instructional services. A definition of Satisfaction is a function of relative level of expectations and perceives performance. Satisfaction is a state felt by a person who has experience performance or an outcome that fulfill his or her expectation [5] . The expectation may go as far as before the students even enter the higher education. Palacio, Meneses and Perez [12] , suggesting that it is important to the researchers to determine first what the students expect before entering the university. While, Carey, Cambiano and De Vore (2002), believe that satisfaction actually covers issues of students' perception and experiences during the college years.
Service Quality in Higher Learning Institution
A definition of quality is relating to how good a service is, and not necessarily how large or extensive. Quality can also be seen as relating to the fitness of a service or product to its intended purpose or use, subject to the expectations of the customer, user or public. The construct of quality as conceptualized in the services literature is based on the perceived quality. Zeithaml, (1987) define the perceived quality is as the consumer's judgment about an entity's overall experience or superiority. Similarly, Parasuraman, Zeithaml and Berry (1990) also stated that consumer perceptions of service quality result from comparing expectations prior to receiving the service, and their actual experience of the service. Deshields et al (2005) state that higher learning institutions are focusing on identifying and satisfying the needs and expectations of their students. Mai (2005) studied the student satisfaction in higher learning institution and its influential factors. Aldemir and Gulcan (2004) examined the Turkish students' satisfaction in higher education. The results of study showed that for some Turkish university students, the quality of instructors, education, textbooks and being female and informed before attending university considered to important factors of satisfaction. Although a variety of assessment activities, including surveys and focus groups have been employed at the sector level to obtain student satisfaction data in support of program review requirements, there had not been a concentrated, comprehensive effort at a university-wide level to review and use those findings. The purpose of the Student Satisfaction Study was to review these survey results and related literature, to pose and answer additional questions in order to understand more clearly students' perceptions of the quality of undergraduate instruction and non instructional services, and to make recommendations for needed improvements. All these studies emphasis on certain factors of education offerings which determine the students' satisfaction with education and in turn loyalty to the institution. Therefore the objective of this study is to analyze the student satisfaction in the process of teaching and learning at higher education.
METHOD
This section describes the types of methods (qualitative, quantitative or mixed-method) along with the details of the methods of data collection and data analysis methods used. This section also describes the perspective that underlies the selection of a particular method. This study examines the quality of service with five dimensions of services characteristics, namely; physical evidence, reliability, responsiveness, assurance and concern. For this purpose, responses were collected from students of 14 faculties in the University of Sumatera Utara Medan, Indonesia using questionnaire; the sample size consisted of 1204 students from different levels and disciplines.
Importance Performance Analysis (IPA) Method
Importance Performance Analysis (IPA) or the analysis of interest and performance is an easy application technique to measure the level of interest and the level of performance for the development of effective marketing programs, by analyzing the quadrants to show the relationship between the assessment of the level of interest and the level of performance (Sever, 2015) (Lai, et al. 2015) . In this research there are two variables, the level of performance of the University North Sumatra that can give the students (denoted X) and the level of expectations of students (denoted Y). The formula used by are as follows (Martilla, et al. 1997 ) (Chu, et al. 2012 ):
Description: = Level of concordance between performance and expectations = Total score assessment of the level of performance = Total score assessment of consumer interests
In the analysis of Importance Performance Analysis mapping into four quadrants for all the variables that affect the quality of service, (Oh, 2001 , Luo, et al. 2015 ) the horizontal axis (X) will be filled by the score level execution or performance, while the vertical axis (Y) will be filled by a score of importance. In simplifying the formula, then for each of the factors that affect the service satisfaction: Description: a. Quadrant I (highest priority) indicates factors or attributes that are deemed to affect customer satisfaction, including elements of the services that are considered very important, but the management has not done according to customer wishes. So disappointing or dissatisfied. b. Quadrant II (preserves achievements) shows the basic service elements that have been successfully implemented enterprise, for it shall be retained. Considered very important and very satisfying. c. Quadrant III (low priority) indicates several factors that are less importance for the customer, implementation by companies mediocre. Considered to be less important and less satisfying. d. Quadrant IV (redundant) shows the factors that affect customer is less important, but implementation is excessive. Considered less important but very satisfying.
Results and Discussion
The main objective of this study is to find out the relationship between students' satisfaction and various education facilities and services in the process of teaching and learning at the University of Sumatera Utara. Reliability of the data was checked using Cronbach Alpha which provides a value of 0.75 is more than the acceptable value of 0.70 (Nunnally [35] ; Hair et al., [24] ; Zikmund [53]) and a value ranges between 0 and 1 and the value close to 1 provides more reliability (Nunnally and Bernstein [36] ). As reliability of the data plays a significant role in analyzing the results.
Characteristics of Respondents
The demographic information includes the following characteristic of respondents: gender, age, and semester of studies. From the 1024 respondents in this study435 (42.5%) are male and 589 (57.5%) are females. The calculated mean age of the respondents is 22 years old (66%) with the majority of the 
The Level of students Satisfaction
Based on respondents' answers, there is 11.77% respondents answer very unsatisfied, 20.74% students are lesser satisfied, 24.32% students state they are Satisfied and 9.15% of students answers Very Satisfied. Figure 3 . Distribution levels of students satisfaction at University on Sumatera Utara.
The Level of Importance
Importance Performance Analysis (IPA) method was used to measure the relationship between students' perceptions and priorities to improve the quality of products / services which is also known as a quadrant analysis. Quadrant analysis is divided into four quadrants covering the first quadrant main priority, keep achievement quadrant II, while Quadrant III and Quadrant IV low priority and redundant. Quadrant analysis is a structure that is divided into four sections bounded by two lines that intersect perpendicularly at the points (x, y), where x is the average of the scores level implementation of all these factors and y is the average of score level interests of all the factors that affect the service user satisfaction. The data distributions by respondents felt in four quadrants as shown on figure 4.
